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To Increase Efficiency of the South Carolina

Electronic Lien Title Process

Introduction

What is an SC Electronic Lien Title? The South Carolina Electronic Lien Title Program is a
paperless method that allows liens to be perfected electronically most often through a service
provider allowing the South Carolina Department of Motor Vehicles and financial institutions to
exchange electronic lien title data. The electronic lien title process allows banks, credit unions, and
title loan companies in the Program to receive an electronic message from the South Carolina
Department of Motor Vehicles as a perfected lien notification instead of the normal paper title
certificate. The lien remains secured electronically until the lien has been satisfied or the lienholder

requests a paper title certificate.

The electronic lien process was implemented to reduce the cost associated with printing, storage,
and fraudulent activities involving paper title certificates. In 2008 the South Carolina  Legislature
amended Section §56-19-265 of the South Carolina Code of Laws to allow the South Carolina
Department of Motor Vehicles to provide and accept electronic lien titles to lienholders

participating in the SC Electronic Lien Title Program through a network of approved service

providers.
The lienholders participating in the Program enjoys the benefits knowing they do not have to:
o Retrieve a title from a conventional file when the lien is satisfied.

» Physically satisty (sign off) a lien on a title.



e Mail atitle to a customer.
» Apply for a duplicate title to replace a lost title.

The Electronic Lien Title Program is beneficial to the South Carolina Department of Motor

Vehicles and the lienholders because the program:
e Reduces title fraud.
» Reduction of title paper usage.
» Faster notification of lien satisfactions.
» Access to expedited title printing.
» Reduction in storage of title documents.
e Consolidated monthly billing for title services.
» Better customer service.

o Overall reduces costs.

To ensure the South Carolina Electronic Lien Title process provides excellent quality to customers
and stakeholders alike our goal is to increase the efficiency of the Program by promoting and
creating a user friendly titling system through upgrades while improving and expanding training on

data recognition and verification of the electronic lienholder information.



Problem Statement

The process is characterized by vast systematic and users (CSRs) errors. These errors are
compounded with numerous inaccuracies in the titling database where customer numbers
(lienholder identifiers) can be selected without alerting the users (CSRs) to a non-electronic

lienholder customer number.

Electronic lienholders are assigned a customer number to be identified in perfecting their liens
electronically. The assigned customer number is to be provided on the South Carolina Title

Application (Form 400) for the lien to be transmitted electronically when submitted to SCDMV.

If the users (CSRs) search by name of the lienholder instead of using the electronic lien title
customer number information provided on the title application; the CSRs risk selecting a customer
number without the ELT status for the same lienholder. Why? The system design of the current
Phoenix program will allow a lien to be perfected as long as a lienholder customer number is
selected in Phoenix. When this happens, the lienholder receives a paper title instead of the

electronic notification.

These types of errors require re-work for the SCDMV compliance users (CSRs). Erroneous paper
titles are then converted manually re-entering the correct electronic lienholder customer number that

cause delays in other scheduled tasks.

Project Overview

To determine and recommend changes to improve the electronic lien title process with a goal of
increasing the efficiency and effectiveness of the manual process, data were collected in an effort to

outline the recommended system restructuring and to improve document training to the users



(CSRs). The review was based on the number of electronic lien titles produced from August 2012

through December 2012 by the South Carolina Department of Motor Vehicles.

The training would define terms of the electronic lien title process in the agency’s Procedures and
Business Processes online material and provide a guide to document verification process in order to
implement a change in the titling process where the correct lienholders are being added to the title

certificate or perfected as an electronic lien title.

Data Collection

The total amount of electronic lien titles produced by the South Carolina Department of Motor
Vehicles are based on the number of corrected ELT title applications with the electronic lienholder

customer number and the selection process by the users(CSRs).

The South Carolina Department of Motor Vehicles issues approximately 1 million titles a year and
less than one percent of those titles are electronic lien titles. The Department expects the e-lien
system growth to continue and to create a public and private technological partnership with other
entities interested in the electronic title process, lower costs for both public and private sectors,

enhanced customer service, and reduced numbers of duplicate titles.

Percentage of errors equals less than one percent of the total electronic lien titles processed in first
half of the fiscal year 2012. The total electronic lien titles processed in August was 16,000,
September 24,000, October 19,000, November 23,000, and December 17,100, respectively. (See

Figure 1)
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Additionally, four interviews were conducted with stakeholders and employees, ideas provided

were positive and there was optimism about the future expectations for the South Carolina

Electronic Lien Title Program.

The determining factors were establishing a defined electronic processing system and added steps

toward a more efficient and productive network environment among the users and third party

partners.

1. Another way to reduce the error ratio will be for the State to become 100%
electronic in the next two years. All lenders will be required to establish an ELT
code and it must be written on the title application. This will minimize the
processing time as CSRs won’t have to scroll through a list of lienholder customer

numbers. (SCDMV HQ, employee)



One idea that would require programming but that I think would be beneficial in
reducing the number of ELT errors are....on the ADD LIENHOLDER screen in
Phoenix, the ELT indicator should show when searching for the lienholder
customer number. Also, if an ELT lender is selected, a confirmation message
should display informing the CSR that they have selected to add an ELT lender.
In my opinion, the CSR would be made aware if they have or have not added a

lienholder to the vehicle record. (SCDMV HQ, employee)

As a stakeholder I would like to see, 1) release errors to require title numbers on
the release messages to eliminate duplicate Vehicle Identification Numbers errors,
2) suspense items monitored so suspense items can be reset without the customer
(lienholder) having to request their liens to be perfected, and 3) provide an
automated way to convert paper titles to electronic lien titles when an error has

taken place by the SCDMYV to help resolve matters quickly. (Service Provider)

I believe if the State can provide funding for a more user friendly network where
banks, credit unions, and mortgage companies can go online and update the
agency’s title and registration system from their place of business, the Department

of Motor Vehicles could incur a gain in efficiency. (SCDMV HQ, Supervisor)



Current Process
The CSR uses the following process to perfect electronic liens on titles.

o Procedure TI-006 “Title and Registration Issuance” outlines regulations the
Department must follow in order to issue a title.

’

e Business Process “Title Issuance” outlines a step by step process for
processing a title in the Phoenix system.

o South Carolina Title Application (Form 400)

o FElectronic lienholder assigned customer number listed on the title application



Figure 2. South Carolina Title Application (Form 400)
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Section F-Lien information: In this sectknn the lienholder information consist of the ELT customer number and the lienholder’s

name and mailing address. To perfect an electronic lien title, the CSR must enter the listed customer number on the title

application into Phoenix. If no customer number is listed, the CSR searches by name of the lienholder in Phoenix and selects the
appropriate customer number for the lienholder listed.




Data Analysis

The initial step I took was to determine what factors are leading or contributing to these errors and
it was determined that when a user (CSR) enters the lienholder information from the South
Carolina title application (Form 400) into Phoenix then selects “search”, possible lienholder(s) are
returned without the ELT lienholder’s indicator listed first. However, if the user (CSR) enters the
lienholder’s partial name, the system returns a list of likely lienholders with various customer

numbers increasing the level of errors in selecting a non-electronic lien customer number.

Other factors included the CSRs are not paying attention to the lienholder information on the
South Carolina title application (Form 400) and carelessly entering variations of the lienholder’s
name or entering a completely different lienholder than what is listed on the title application. (See

Figure 2; Section F)

Proposed Process

To eliminate or reduce the errors that are occurring with the ELT process, improvements in the

Phoenix query process is necessary. I propose the following changes:

e To implement a change to accommodate the search criteria for electronic lien customer
numbers, a message would be issued as follows: the program would need to identify
whether it is an ELT or not using a <Yes> or <No> designation.

o If the user (CSR) selects <Yes>, the system will search lienholders designated
as ELT Lienholders and return ELT customer’s numbers that match the
information the user entered. The user (CSR) may then select from the new

list as before and the lienholder is added to the selection process.



e If no lienholders are found from the original search, a message will be
displayed: Customer not found on database

e The user (CSR) can then enter the lienholder information to create a new
lienholder customer number and add it to the database.

e Documentation training identifying ELT lienholders prior to the entry to

Phoenix.

Implementation

Implementation of the proposed changes will require a change in the Department’s current Phoenix
operation system. The changes would include an extended search routine, server changes, same

name and address searches, customer maintenance program, and client changes.

The upgrade to the Phoenix operation system will take several months of testing in a test
environment before the recommended changes can be move into production for use. During the
testing period, I propose daily monitoring of all title transactions at all levels that include an audit of
the lienholder information listed on the South Carolina title application (Form 400) to the internal
check list of lienholders available to CSRs via the Department’s intranet, DMV branch offices and
Headquarters’ managers would prepared a check list of commonly use lienholders by lenders and
dealers who drop off title applications for processing, and to extend the Wednesday morning

training sessions to include fact gathering data on daily transactions discrepancies.

The opinions and data gathered from the branch offices including Headquarters’ titling units would

be provided to the programmers to assist with the impending implementation.
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e The user would select to the current ELT customer number selecting “yes” to
update the title record with the electronic lienholder customer number or “no”

and proceed with a different search.

The timeline and cost varies due to deadlines for current projects and the level of effort to succeed

in expanding the capabilities to make high-level changes would be best estimated to be six weeks.

Evaluation

In reviewing the Electronic Lien and Title process, there are several improvements relevant to
reducing errors. The overall process related to Phoenix is the errors are due in part because Phoenix
does not have built-in functions to identify user (CSR) errors when entering specific lienholder
information. If Phoenix could cross reference or flag information that is incompatible the user

(CSR) would be alerted to errors being make before the transaction is completed.

I would propose a built-in reporting system that would further decrease the overflow of unnecessary
lien errors. The Phoenix report would identify various transactions with compatible lienholder
names, addresses, and customer numbers to a unique identifier that is actually an ELT lienholder
customer number. The report would indicate the correct lienholder customer number that should

have been used, as well as, the customer number that was selected.

I would use the report to provide internal CSR training on selecting and identifying ELT lienholders
and to develop other auditing programs to improve other elements in the South Carolina Electronic

Lien Title Program.
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[ would propose a built-in reporting system that would further decrease the overflow of unnecessary
lien errors .The Phoenix report would identify various transactions with compatible lienholder
names, addresses, and customer numbers to a unique identifier that is actual an ELT lienholder
customer number. The report would indicate the correct lienholder customer number that should

needed to be used, as well as, the customer number that was selected.

I would use the report to provide internal CSR training on selecting and identifying ELT lienholders
and to develop other auditing programs to improve other elements in the South Carolina Electronic

Lien Title Program.
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